ABSTRACT. Background: Recent technology development and the rise of e-commerce activities influenced changes in the logistics field and have "forced" companies to change their approach to logistics. On the other side, we are witnessing new developments in logistics service providers and their transformation. Competitiveness today doesn't depend only on price but also on customer service and delivery time. This can be influenced by the implementation of modern methods in logistics. Thus, logistics service providers in the global market are looked at as business partners and the relationship with logistics service company is considered as a partnership. Because of the development in technology e-logistics concept has become more frequently used since it gives concepts for information sharing and information transparency within partners within supply chains. Thus, one of the important tasks of e-logistics is to share information with its partners and with that, it can have an influence on their competitiveness. The main aim of the paper is to show that the right logistics service provider in the modern supply chain can help companies to gain and maintain competitiveness and especially by using different modern digital tools in doing business. Methods: Paper has been written based on the analyses of the reviewed literature together with determining potential influence e-logistics and e-SCM have on company's competitiveness. The case of DHL included in this study has been selected to present potentials which e-logistics have on creating a competitive advantage.
INTRODUCTION
Logistics activities represent an important part of the functioning of companies. The main goal of logistics is securing the availability of all necessary resources for the effective running of the production process. Logistics processes have undergone significant changes in recent years due to the increasing importance and creation of the integrated and strategic process. The modern logistics operations became a significant way of efficiency improving (material flow, reducing distribution costs) and at the same time development of modern, IT contributed to the logistics market expansion and to the promotion of logistics related technologies [Yu et al. 2016] . To maintain unchanged market position, logistics companies need to constantly make effort in gaining and retaining competitiveness in relation to other companies which are present in the market. This can be done by establishing business partnerships which are based on trust and adaptation to modern IT technologies [Vasiliev 2015] .
Companies need to properly understand logistics operations to be able to gain a competitive position in the market. Competitiveness in the modern global world can be gained through conduction of rational activities and by using modern logistics tools [Wieczorek 2017 ].
The main aim of the paper is to analyze the influence and connection of e-logistics and e-SCM processes to competitiveness and how the companies can apply different e-logistics and e-SCM tools and methods in gaining and maintaining their competitive advantage on the market. In the first part of the paper, we will define e-logistics and give its development since it was introduced. Then, it is followed by an examination of e-SCM and range of tools through which the e-SCM may be exercised. In the third part of our paper, we will analyze the connection between competitiveness and elogistics and its tools. In the fourth part, we will analyze what DHL and its approach to elogistics can do for the competitiveness of its clients. Finally, in the last part, we will give the conclusion of our research and give a proposal for further studies about this increasingly important part of the business.
E-LOGISTICS
Today e-commerce is fast-tracking the way the companies are managing logistics along the whole value chain and it represents one of the important megatrends. Shipment's size is shrinking, their frequencies are increasing, and the Internet's ubiquity is creating new challenges and opportunities for companies serving customers who are geographically dispersed, difficult to predict and sensitive to price and service levels [Wang et al. 2004 ]. Song and Hu [2004] studied the differences between traditional and e-logistics and the results of their research are presented in Table  1 .
Presented differences between traditional logistics and e-logistics show challenges for companies which are involved in logistic processes if they want to create and maintain competitiveness in the market [Moroz et al. 2014] . E-logistics is presented as logistics concepts applied through Internet use and it means necessary processes for transferring goods which are sold online to their buyers (Figure 1 ).
Groznik [2008] stated that more sophisticated aspect of e-logistics is the wideranging topic of supply chain integration that eliminates intermediaries (such as wholesalers or retailers) and fosters the emergence of new players, like logistics operators who adapt traditional logistics chains to meet the requirements of e-business. Quirk et al. [2003] stated that e-logistics use Internet based technologies for supporting the acquisition of material, warehousing, transportation and enables distribution through routing optimization with inventory tracking. They conclude that e-logistics is the result of the introduction of e-commerce in logistics. Elogistics can be used for describing three main back-end processes needed to receive the order after the "buy" button is pressed until the bottom line: warehousing, delivery, transportation, and customer interaction. Last processes usually include call center communication where the customer has the possibility to ask questions, place orders, check his/her order status and if needed arrange returns of shipments. In the modern world on many occasions, different companies are handling each of these separate functions and managing them effectively and instantaneously requires a full understanding of each part of the process. And if the company wants to integrate them with companies' systems is even harder. Wang and Pettit [2016] studied historical developments of e-logistics systems in the last 50 years through several characteristics (typical e-logistics system, emergent IT trends, integration focus, business application and supporting computer technology) while Merali, Papadopoulos and Nadkarni [2012] presented four-step changes in ICTs since the 1960s, which had a major influence on the e-logistics development: − connectivity (between people, applications, and devices); − capacity for distributed storage and processing of data; − reach and range of information transmission; − rate (speed and volume) of information transmission.
Fig. 1. E-logistics
Today's logistics has become one of the most important means of improving the efficiency of material flow, for reducing distribution costs in various industries. On the other side, the development of e-commerce contributed to the logistics market expansion and promoted the development of technologies related to logistics [Yu et al. 2016] . This has also influenced large numbers of studies related to the e-logistics [Bask et al. 2012 , Masmoudi et al. 2014 , Ramanathan et al. 2014 . Some studies examined logistics performance as a significant characteristic of ecommerce and last mile delivery [Agatz et al. 2008] , while other studied the company's logistics capacity and its influence on ecommerce logistics performance [Joong-Kun Cho et al. 2008] . Bourlakis et al. [2018] presented a model which allows companies to determine if they are novice, intermediate or innovative e-commerce user. Based on their position in the model value chain companies can decide and take actions to succeed in cross border e-commerce space. Companies in ecommerce need to be more integrated, agile and flexible in their work. This is opening new opportunities to e-logistics companies in capturing new businesses and opening new revenue streams. The companies which will accept the new digital age to increase customers' service will be more competitive in the market. Wang and Pettit [2018] proposed value generation model via e-logistics. For the starting point of the process, they pointed identification of the need and value generation from the customers perspective (Figure 2) . , Erceg A., Damoska Sekuloska J., 2019. E-logistics and e-SCM: how to increase competitiveness. LogForum 15 (1), 155-169. http://doi.org/10.17270/J.LOG.2019.323 158 The starting point is customer value which gives purpose to e-logistics managing. The bottom left quadrant stresses using the capability of e-logistics for fulfilling the current customer's need with minimum costs. Thus, for unlocking e-logistics potential it is necessary to move to the upper-left quadrant of the shown model. In this part of the model, elogistics can be used for entering new markets and creating a new demand type. Upper right quadrant is unfamiliar areas where new and/or emerging technologies continues pushing the business expertise boundaries and can sometime have disruptive properties on current practices. A lower-right part is a place where no company wants to be. Value generation can be reached by improving current operational efficiency and/or offering innovative products and services. At this stage the company needs to build e-logistics capability for integration, building and reconfiguring internal and external competences for quick response to the changing environment. This capability will be then hard for duplication and imitation of its competitors. This capability needs integration of all the company's resources -processes, technology, and people.
E-SCM
The supply chain management (SCM) system encompasses all activities associated with the flow of resources, information, goods, and money among the entities along the chain. SCM focuses on improving the flow of products, information, and services as they move from origin to destination. The SCM is an integrated system consisted of interrelated subsystems; processes and activities that continuously should be improved to bring significant enhancement to all parties engaged in. SCM system is a predecessor of e-SCM.
The development of information and telecommunication technologies opens new challenges for the SCM. It leads to the creation of e-SCM, as an integral part of emerging ebusiness model of organization based on the use of electronic means to conduct business organization internally and externally [Bartels 2016 ]. E-SCM is the result of the synergy between the SCM and IT technologies. According to Luo et al. [2001] , e-SCM is an "emerging business strategy which incorporates e-commerce into the physical supply chain to speed up information exchange, reduce transaction costs, streamline the manufacturing process and better satisfy customers' needs". Poirier and Baurer [2000] have defined e-SCM as the synergy of internet technology applications, intellectual resources of organizations and traditional SCM practices of the businesses. Handfield and Straight [2004] suggest that e-SCM is the use of internet technologies in the so called "5C" -Coordination, Content, Community, Commerce, and Communications. As key elements of e-SCM, Holten et al. [2002] have recognized: e-commerce, e-design, e-supply chain, e-planning, e-logistics, and eproduction. Norris et al. [2000] provide more detailed definition and according to them, e-SCM is a collaborative use of technology to enhance business to business processes and improve speed, agility and real time control and customer satisfaction.
E-SCM TOOLS
A key driver to e-SCM is coordination and integration among all the participants in the supply chain, primarily through sophisticated information systems and management software. The efficiency and effectiveness of e-SCM are determined by the existence of information networks and interactive software. The primary types of information systems used Erceg A., Damoska Sekuloska J., 2019. E-logistics and e-SCM: how to increase competitiveness. LogForum 15 (1), 155-169. http://doi.org/10.17270/J.LOG.2019.323 159 in managing supply chains could be categorized in: − Supply Chain Software, − Web and mobile applications, − RFID, and − Emerging digital tools.
Supply chain software
Supply chain software is a tool that provides real-time analytical systems that manage the flow of information and goods through the supply chain network. The software solutions could be focused on individual or modular functions and processes of the supply chain or could offer solutions for integrated SCM systems within the Enterprise resource planning (ERP) systems.
ERP systems are developed like an integrated solution that provides the possibility for managing, controlling and tracking organizational resources [Monczka et al. 2009 ]. Reix et al. [2011] defined ERP systems as a computer application: configurable, modular and integrated, which aims to bring together and optimize management processes of the company by providing a single repository and relying on standard business rules. According to Gunasekaran and Ngai [2004] ERP are systems that connect different functions within an organization as well as an organization's supply chain partners (suppliers, distributors, third party logistics providers), enabling the various business partners and organizational entities to share information, such as order status, product schedules, sales records, as well as to plan production, logistics and marketing promotions. ERP as a crossfunctional system is designed to improve organizational performance and competitiveness by streamlining business processes and eliminating duplication of work and data [Kwahk, Ahn 2010] . The SCM solution system can be developed and applied also as separate module software. SCM software plays a significant role in the ability of firms to reduce costs and increase the responsiveness of their supply chain [Chopra, Meindl 2015] . SCM software is information systems enable the coordination of information between internal and external customers, suppliers, distributors and other partners in a supply chain [McLaren et al. 2004] . SCM software creates the ability to transmit data in real time and helps organizations to transform supply chain processes into a competitive advantage. The companies use a real time data transmission system to assist in routing, tracking and delivering the goods. To be successful in the digital economy, companies need digital supply chains that are fast, agile and intelligent enough to profitably serve production on demand. It means the ability to produce any product in any quantity, with any modification and in any segments [SAP 2018 ].
Digital supply chains software tools open the opportunity for customization or to produce tailor-made products and services with predictive capabilities to anticipate potential jams and prevent against them. The new SCM software tools contribute to supply chain transformation. Due to, the digital supply chain becomes a fundamental function in today's digital economy. Today's trend of the digital economy is the direct selling and personalization experience which gives manufacturers more control and direct feedback from the customers. To respond to this new trend, the companies need responsive supply chain management that quickly adjusts and responds to the design, production and delivery services.
Web and mobile applications
Contemporary e-SCM strategy requests dynamic web application capabilities which will result in the customer -centric system oriented towards gathering and analyzing data and knowledge about customers; identifying collaborators to perform the functions needed in the supplying chain; moving the function to the channel member who will perform them most effectively and efficiently; sharing the knowledge about customers, available technology and logistics challenges and opportunities within the chain members; and developing products, services and executed the best logistics, transportation and distribution methods to deliver products and services to consumer. Web application technology consists of software platforms which relate the members of the chain. The software components of the platform consist of tools for providing services like trading, message, , Erceg A., Damoska Sekuloska J., 2019. E-logistics and e-SCM: how to increase competitiveness. LogForum 15 (1), 155-169. http://doi.org/10.17270/J.LOG.2019.323 160 transaction, and other services [Verwijermeren 2003 ]. The upper level of digitalization of SCM is the mobile SCM. It means the use of mobile applications and devices to help the execution of supply chain activities and then support firms to obtain cost reductions, supply chain responsiveness and competitive advantage [Kurt et al. 2016] . Mobile technologies enable firms and users the flexibility to apply wireless technology to any supply chain function and extend existing SCM capabilities [Eng 2006] . Mobile technologies and applications offer an advanced level of efficient and effective communications among business partners in supply chains adding flexibility and greater visibility to the business processes. Stieglitz et al. [2015] made a distinction between mobile business apps that do not need any or only less customization and mobile enterprise apps that are developed for the specific firm and task. Yuan and Zheng [2009] stress four basic features of mobile enterprise apps: mobile notification, location tracking, navigation system and real-time assignment of tasks. Mobile supply chain management services and applications aimed at enhancing the performance of activities along the supply chain and facilitate collaboration with partners since information sharing can be conducted in real time. For example, mobile inventory applications alert suppliers if given stock of products or materials has fallen below a predetermined level, but also allow for remotely checking the availability of items in warehouse and reordering in case of unavailability [Jelassi, Enders 2014] . M-SCM architecture consists of three layers [Sathyan et al. 2013 ]: − The terminal user level -encompass the end users of products, second-tier suppliers or distributors, retailers, or merchandiser, people working on products and maintaining warehouse or people in the sale − The network layer -involved in the transfer of information. Mobile SCM apps enable information flow between different business functions throughout the supply chain. − The system platform layer -manages the main areas in the supply chain like logistics, supply and marketing manufacturing, and inventory.
According to Muller-Versee et al. [2001] , the main m-SCM applications are m-Inventory and m-Tracking. Ruhi and Turel [2005] have classified mobile application on the base of the activities in the company: logistics, operations, marketing and sales, and services.
RFID TOOLS
Another kind of mobile technology which rapidly leads to a redefinition of the supply chain processes is wireless product identification technology as a Radio Frequency Identification system (RFID). RFID chip is used for monitoring the stock level at the warehouses or store locations. RFID tags can be attached to products, pallets which carry goods, shelves, forklifts, mounted in freight and shipment pathways. The main idea of RFID system is as customers pick up the tagged product, signals are transmitted through the wireless network to the merchandise management system, which tracks the number in stock and issues alerts to clerks carrying Personal Digital Assistant (PDA) [Blau 2006 ]. The automatic notification of inventory management system by an RFID reader alert when inventory gets depleted below a certain level is an example of wireless technology application. It facilitates an efficient and streamlined process flows in warehouse and inventory management system [Taniar 2009 ]. RFID offers numerous benefits in the managing of the supply chain such as improved speed, accuracy, efficiency and security of information sharing, reduced storage, handling, and distribution expenses, increased sales through reduced stock outs and improved cash flow [Jones et al. 2004 , Kakkainnen 2003 ]. Major retailers around the world such as Metro and Walmart rely on RFID as a solution to ensure inventory online in the store is seamless.
Emerging digital tools
The evolution and digital transformation of e-SCM are moving towards more connected, smart, responsive and predictive tools and systems. The new digital SCM solutions not only connects every aspect of internal operations but also enables real-time workforce engagement; supplier collaboration; Erceg A., Damoska Sekuloska J., 2019. E-logistics and e-SCM: how 
E-LOGISTICS AND E-SCM FOR COMPETITIVENESS
Global market and need to be competitive influences companies connected to the logistics sector. Some online retailers have expanded their logistics services and offering. As result, they are reducing the use of external logistics providers but not completely. Others use different analyses of customer data to increase logistics efficiency. Companies like large grocery chains started to offer own logistics services and combine their two supply chains -brick-and-mortar and online. All included in logistics service will need to improve their businesses processes and technology they are using (robotics, drones, 3D printing) (Figure 3 The previous figure presents a complex competition situation in logistics services and e-SCM in today's market. Customer experience, new entrants, technology collaboration vs. competition are major characteristics of the new trend and logistics service providers will need to adapt to these changes.
According to the research conducted by lharington group [Harrington 2018] companies (e-retailers, producers, etc.) will need to create a strategy for supply chain digitalization to access new technology and to establish a way to gain the benefits and stay in front of their competition. Most important areas of digitalization are big data analytics (73%), cloud-based applications (63%), the Internet of thing (54%), blockchain (51%), machine learning (46%) and sharing economy (34%). On the hardware side, the most important areas for gaining competitiveness in e-logistics are robotics (63% of respondents), AVs (40%), 3D printing (33%), and augmented reality and drones (both with 28%).
The ultimate objective of Supply Chain Management is to achieve a sustainable competitive advantage [Ling 2007 ]. The emergence of e-Business has influenced the coordination among different stages in the supply chain. Information technologies have changed customer contact mechanisms and information flows. It has enabled organizations , Erceg A., Damoska Sekuloska J., 2019. E-logistics and e-SCM: how to increase competitiveness. LogForum 15 (1), 155-169. http://doi.org/10.17270/J.LOG.2019.323 162 to gain immediate feedback from customers and markets and share information with suppliers as well as collaborating decision making throughout the supply chain. E-SCM is considered as one of the milestones of eBusiness. It is regarded as a critical element of successful e-business implementation [Croom 2005 ]. E-business applications and web-based information technologies have basically changed the way companies conduct their business and the way in which they compete [Sanders 2007] . Incorporating e-business approach in supply chain management has been proved as a competitive method for increasing value to be added and improving process visibility, agility, speed, efficiency, and customer satisfaction. Firms and their suppliers create highly competitive supply chains by collaborating, otherwise, it can result in inefficiencies like an increase in material cost, distortion of information or slow response to product design and development. All phases of the design, sourcing, manufacturing and distribution processes that are integrated within e-SCM tools helped the company to enhance its market position across sectors. Li et al. [2006] provide empirical justification that firms with high levels of SCM practices as e-SCM have improved the organization's competitive advantages through price/cost, quality, delivery dependability, time to market and product innovation.
If e-SCM is one of the crucial modules in eBusiness, at the same time e-logistics is the critical function in the firm's supply chain because logistics directs the flow and storage of products and information. Successful e-SCM synchronizes e-logistics with other functions such as production, procurement, forecasting, order management, and customer services. Logistics elements that are integrated into the supply chain management need to assure smooth product flow. Due to, the elogistic could be identified as a determinant of the overall supply chain performance and considered a crucial tool that provides a strong competitive advantage. The employment of emerging ICT technology -software, web, mobile, cloud, IoT, block chain solutions and AI will provide additional new value to eBusiness, e-SCM and e-Logistics processes. It will be in the direction of achieving higher visibility into a network of partners and customers; track and trace the movement of raw materials and final goods across the network and get insights into the status of delivery. The critical value of e-SCM processes for the competitive advantages of the company was described by Barne [2006] . He stated that historically the competitive advantages of a company's supply chain were under-rated. Companies competed on products and services, not processes. But those days are over. The intensity of global competition is forcing companies to compete on the strength of their supply chains.
DEUTSCHE POST DHL
Deutsche Post DHL Group is one of the world's largest mail and logistics company. Company's focus is on being the first choice for customers, employees, and investors in its core business activities worldwide. They are making a positive contribution by connecting people and enabling global trade while being committed to responsible business practices, purposeful environmental activities, and corporate citizenship. The group is working under two brands Deutsche Post and DHL. The company is one of the largest 3PL logistics companies in the world. Based on DHL's understanding of global Internet and market, it provides different services in professional services in express, air freight and ocean shipping, ground transportation, and international postal service areas, etc. [Liu and Wen 2012] . Besides the delivery services, DHL offers contract logistics and enterprise solution services which are connected to the supply chain management and enterprise information solution.
In our paper, we will examine influence DHL Express can have on increasing the company's competitiveness being their elogistics partner. DHL Express services crossborder premium e-commerce with its core Time Definite international product, supplemented by its deferred Day Definite solution. Delivering e-commerce shipments door-to-door through its international Express network that spans more than 220 countries and territories. Door-to-door Time definite international delivery services can allow retailers to reach customers quickly just about anywhere in the world without the need to establish warehousing or distribution chains; even where they have a centralized supply chain, it can also allow them to hold less buffer inventory. What this means for e-commerce customers is that they can open their web shop to a global market, where studies have even shown that offering an express solution will result in higher basket values, more returning visitors and increased sales.
DHL role in increasing competitiveness
DHL's express business is growing in demand due to the increase of international ecommerce and the increasing significance of SME's in international trade. Importance of DHL as an e-logistic partner can be seen in their 38% market share based on TDI deliveries and in the fact that 70% of all online purchases are made in international sites in 2017 which is an increase of 6% in relation to the previous year [DHL 2018] . DHL is working closely to buyers and sellers in the supply chain to deliver satisfaction for both sides through delivery experience and delivery options. They developed several services (i.e.
On Demand Delivery) which are enhancing the customer's experience and supporting web merchants as they access new markets. The company uses their advanced market intelligence tools to identify web shops which receive traffic from abroad and with that describing potential international sales. DHL's customers (i.e. web shops, distributors, etc.) are then receiving different website engagement metrics which is helping them to reduce potential bounce rates in addition to a cross-border express delivery option. As part of the service, DHL is offering advice to the web shop owner how to optimize their online presence and how to create competitive advantage through offered shipping options.
DHL services are creating an opportunity for small businesses and entrepreneurs to open new markets for their products and services. This is creating a new trend in business -an accidental exporter [DHL, 2018] . Importance of this trend can be seen in the motivation of consumers for cross-border e-commerce (Figure 4 ). Based on the previous research conducted by DHL and Google [DHL, 2017] it is possible to see that one of the motivators for visiting and purchasing at certain web shop is "better , Erceg A., Damoska Sekuloska J., 2019. E-logistics and e-SCM: how to increase competitiveness. LogForum 15 (1), 155-169. http://doi.org/10.17270/J.LOG.2019.323 164 conditions (services, terms of payment)". This is the area where DHL comes as a characteristic for an increase of the competitiveness of merchants.
Once the customer comes to the international online shop and selects the products he would like to purchase, the next important decision is a shipping option which is everything but not simple. With the delivery options, e-retailers can gain and increase or completely lose competitiveness. Right and carefully selected delivery options and transporter in modern e-commerce creates an important competitive advantage. This was confirmed in research (DHL, 2017) where for the e-retailers the competitive advantage comes through an e-logistics partner. Customers noted that guaranteed delivery time (22% of the respondents), the speed of delivery as the most important logistics need (37% of the respondent) and transparent trace and track possibility (17% of the respondents) represents significate parts of formula which create a competitive advantage for e-retailers. Additionally, for the customers and e-retailers stated logistics related characteristics as the biggest challenge in e-commerce with most significant barriers in high shipping costs (74% of all respondents) and complex logistics (67% of all respondents). The previous data shows the importance of having good e-logistics partner as DHL is for creating and maintaining competitiveness in the market.
A possibility which offers DHL -premium shipping -represents a gold standard for some product categories (i.e. medium to high priced fashion) and this creates a competitive advantage for the e-retailers which offer time definite shipping. In the same time, this is maybe not attractive for other product categories or lower-priced products since the trade-off between price and speed is not clear in these categories. Although for them premium shipping is important addition since customers like having choices and with that eretailer can have a competitive advantage just for having it in its delivery possibilitywithout it, the customer can change mind and leave web shop and buy somewhere else. This is another benefit which DHL gives to their partners in creating a competitive advantage for them and based on their data [DHL, 2017] almost 20% of international sales are shipped with an express option and e-retailers who offered express (premium) shipping grew 60% faster than the companies offering only standard shipping option.
Further influence of e-logistics on the competitiveness and DHL as the provider can be seen in the further development of digitalization since it has a significant influence on the supply chain and operations.
Companies (e-retailers, producers, etc.) will need to create a strategy for supply chain digitalization to access new technology and to establish a way to gain the benefits and stay in front of their competition [Harrington, 2018] . The digitalization process will include DHL as their respected partner who is already applying digital technology in their current business footprint which delivers extraordinary customer experience with increasing efficiency for their customers. The company is already using digitalization as augmented reality tools in their warehouse operations which is increasing efficiencies in picking times. This is shortening the time employees need for packaging service and with that, it is possible to lower the price of the service and consequently, DHL's customer (web retailer) can be more competitive on the market.
Another field in which DHL is increasing competitiveness for its clients is the use of artificial intelligence (AI). Today's AI systems are more accessible, less expensive, and more powerful than ever. By including AI into the company's core process, the company can invest more in strategic growth imperatives to modernize or eliminate legacy application systems. This will increase the efficiency of current assets and infrastructure and at the same time, it will provide time for the workforce to improve their skills and capabilities. AI in logistics enables new value creation models with increased use of AI with digital and physical logistics networks, support through self-learning systems and back office automation, forecasting and intelligent logistics. AI can help logistics with renewing of operating model i.e. from reactive to the proactive and forward-looking tactic. This move will have a significant impact on different activities and sectors in logistics such as customer contact activities, operations, and Erceg A., Damoska Sekuloska J., 2019. E-logistics and e-SCM: how to increase competitiveness. LogForum 15 (1), 155-169. http://doi.org/10.17270/J.LOG.2019.323 165 back office and resulting in increased efficiency and competitiveness.
CONCLUSIVE REMARKS
Companies serving modern customers need to invest in new technologies and start creating and using its e-logistics and e-SCM applications. They are equipped with Internet and cloud computing and have access to global factories and global supply chains. So, the only differentiator in being competitive in the market is to understand and satisfy customer needs. Companies need to be more customercentric and not only customer-aware. This is where e-logistics and e-SCM can help companies in creating and maintaining a competitive advantage.
Developing technology allows companies to offer more customized services -ordering, pick-up, and delivery options. To be able to meet their customers need and keep them from going to the competition, they need to offer and/or use services with embedded digitalization in all areas of business. Companies can create their services with the use of supply chain software, web and mobile applications, RFID and different emerging digital tools. Companies need to adapt to a complex competition situation in logistics services and e-SCM in today's market.
Customer experience, new entrants, technology collaboration vs. competition are major characteristics of the new trend and logistics service providers will need to adapt to these changes. Improved running in one of the previously mentioned areas will improve the company's competitiveness and as more modern technological tools and solutions will be used, companies will be able to have more benefits. E-logistics needs to support company's process with information sharing within the company and within the supply chain. Thus, companies can create and maintain their competitive advantage through their e-supply chains strengths. Applying of elogistics and e-SCM tools can improve the supply chains total reaction and as a result, make a new foundation for competitive advantage.
The presented case of DHL is showing how one company (a part of supply chain) as 3PL (or 4PL) can help companies in creating and maintaining a competitive advantage in today's globally competitive market.
To further increase knowledge about how elogistics and e-SCM can increase competitiveness we propose further research: − To monitor e-logistics and e-SCM users (i.e. DHL's customers) to find how DHL's activities influence their competitiveness − To quantify possible reductions in running a business by using e-logistics and e-SCM tools.
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